DOCOMENT RESOME 



BD 110 038 



IE 002 310 



AUTHO? 
TTTL3 

INSTITOTION 
POB DATE 
NOTE 

EDPS PRICE 
DESCRIPTORS 



IDENTIFIERS 



'Hoqdy Wyma Jane; Gittin.gs, Monte James 
Evalyatiqn pf 
University of 
Oregon Univ. ^ 
75 
65p. 



Service at the General Refer.ence Desk^ 
Oregon Library. 

Eugene. School of Librar ianship. 



KF-$0.76 HC-$3.32 PLUS POSTAGE 

Librarians; ^Library .Reference. Services; Library 
S^tandards; ^Library Surv ys; Performance Criteria; 
Questionnaires; ^Statistical Data; Table^ (Data) ; 
University Libraries . ^ - 

Oregon; ^University of Oregon 



ABSTRACT ^ 

A descriptive study was conducted employing 
questionnaires distributed to" users and staff merob^rs. The^a^eguacy 
of informational and instructional staff performances^ their attitude 
toward patrons^ and th^ relative proportions of reference and 
nonreference questions! were explored. It was recommended to the staff 
that methods, of performance evaluation should be instituted a.nd , 
periodic self-evaluations should be undertaken,^ according to . 
refere':^ce service staiidards set by.^he American Library Association. 
*Quest ionnair es^ an observation checK list^ the interview schedule, 
data summaries, and a policy statement are appended. (Author/DS) 
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Introduction ^ • 

The University of Oregon Main Libr^try is organized by 
divisions. On the first floor, east side is education-psychology. On 
ihe second floor lie thib* social sciences and government documents 
divisions. On the tWrd floor, the I^umanities, There are separate 
facilities for the science library, the art and architecture library, and 
the Liw library. On the west side of the first floor of the main library 
hulks the, card catalog, key to all the libraries, in author, title and 
subject form. Fnontinu the card catalog is a knee-high counter, stretching 
its Vv^ood- grain formicvi icross 15 1/2 feet of floor space. This counter ' 
is known as the GeneraJ Reference Desk (GRD). Behind the counter 
ire books .ind other items used to jQrovide the patron with information 
OTi the widest variety of subjects. Around the GRD are book stacks filled/ 
with indexes, encyclopedias, catalogs, atlases and other guides tc 
inforn^.ation. This \^ tlie most trafficked section of the library: students, 
professors and townspeople come here looking fo^ the answer to a- 
que stion, ' the location of a book, or information on a s.ubject. Five^ 
profession il librarians and many students are employed by the University 
of Oregon Library to aid the patron in findii^g the information he needs. 
When a staff member so aids a patron, he is extending to the patron ^ 
reference service. 

The purpose of this study is to^detorniine the kinds and arrjount of 
reference service provided by the GRD. We hope to evaluate the level 
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of servitt. provided and lo n"i<ike sui^ge s.tions for improving 'service in 
.i:,y cirea in which.it may be found i') be lacking. • 

'The stirdy w,is co icei\ ^(l inean^of Evaluating the level 

of refercfico .-service QlJered^to ^i.^er.^ of libraries at the University. 
k vvcts noce-.s Lry lo limit the scope of the study beca'use of the short 
lin.e avaialJe, only* two quarto r - bome^te r s. Only two sTudents were 
a\ tihible to carry out the study; tiui^., the amount of surveying was 
rt^duced. The sUidy was further lip-iited by negotiation with the staff 
oi the GRD. Since the staff refused to be evaluated by anyone other 
twct.i their profession. L peers, some n\ethods of gathering data were 
closed to the' student biirveyors. ^/ 

l GRD was choben for s^irdy bec'^uise of its appeal to a broad 
s'pertru; . oj the Uinvc r -ity population. The appeal lies, we feel, in 
its funct^'ion js a center lor general questions, and in its convenient ^ 
first floor loc .'tion. F'urthe rmor e, we feel tlvU the GRD is the area 
iT.osi likely t.) be used f^y tl^e i'lrge I ; umber of undorgr<iduate students. 

The working hypothesis is thai ihe^ staff of the GRD adequately 

;>.'rforms it.s job of teaching the p.itron how to find the answer to his 

questior\ ao w^jil is <icicquately per'forms Us job of locating the information 

the patr n-j need:>. Oth(.:r related hypotheses are that the staff maintain 

ri friendly helpful rtttitude toward patrpns of the desk, and that the 

staff answer • high proportion of directional <.nd retrieval questions 

and a low pro4:>ortion of reference or research requests. 

LITERATURE SURVEY • 

A survey of the literature of reference evaluations and measuremen^t 

♦ 

revectlb that professional librarians have ac^-epted no standards for 
evalu ttion of referen< e service. There is little replication of reference 



survev'b. performed. ^ Reference departments, while gene.rcijlly required 
to keep some statistic tl mea.^urerrients, are not much involved in 
evaluating the service they offer. 

. . ■ - \ ' ■' ' L 

Th)e Arherican Library Association (ALA) Standards Committee 

: [ / / ■ ^ 

oi the Reierenco md Ad\ilt'Servit.e.^ Division, ha,^ been working for 10 

ve irs to spcirout standards for reference service acceptable by 

academic, public and special libra rie s. In Marclj of 1975, the con^niittee 

^ 1 

publi.^hed, rather than standards, a draft of guidelines for service.^ 



It ir, ^tlll \ip to the indiv idual .reference departmc^nt and to individu<tl 

surveyors to sot up their own standards by which the service is to be 

evaluated. - , * 

> * 

The kinds of reference survbys performed in the past ten years 

which form a background for the present study are classed by Terry 

Weech in a sur\ey of the field for feibrary Trends as I ) """enume rat ion 

and cLj .^sification of reference questioi^s, " I) "analysis of reference 

Z . 

clientele," and \) " st<inda rd s of reference ^^ervice, " Wv^ech's 
survey itself fonned a basis 'for our roadinj^ and will be r( ferred to 
fr^'quently. 

Hu-b(.-r'^:> 1'9TZ study of the LjcHigh University Library, Bethhihem,. 
P(» rii . sy 1 vania, use.^ the' concept of ,c lal>sifying the t/ pes. of <}n.swers 
rather than the questions them sel\*e This seem s* to be the better 
.ipproach ':>ince it takes ii^ito accoufi* flirectly what the libra i*ian does 
•in respcinse to the question, Althouuh we did not use the cLissifications 
named by Ilieber, v.e did classify questions by the librarian's response. 



A \ 

R\itl'i VV lute, el al. , A Cunimittment to Infofmatlon Si' rj/ic e s: 
Developmental Guidelines. ' Standards Committee] Reference and Adult 
SeV^ices Division, ALA, "March 1, 1975. (See Appendix C-?. ) 

Terry L. Weech, "Evaluation of Adult -Reference Serv^'^^'r, " 
Lij) rarv Trends, pp. 315-335 (January, 1974), 
7 ^3 ; 

Terry L. Wt^ech, p, 318. * ' 
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Several studieh <maly/:ing reference clientele have been performed 
.-:»inre 1964, Two of ihcm deal with ac. ulemirc libraries. Ruth White's 
^study of reference -^e rvice in Atlanta includes academic, public and ' 
special library u.sers. A Brown I'Jnive r sity^ Library survey shown fhat 
46% of reference u^ovh were humanities majors although they ma'de up, 
only 32% of the Vtudi-Dt body. 

4 

We have ^atlier^Kl'demographic ^Ua on reference' u ser s that can i 
^how w.hich groups, by .Academic standing,, age, subject major, or 
nationality, make up the largest proportion of u'sers. - . . / 

Under standards for reference service, we note \Vbite's Atlanta 
study which was designed to lead to the development of standards (ot . 



reference service. However, as. m.enticined above, this study and others 

! 

form ilalion of biuideline 

6 • - / 



r«*^ulted in the form ilalion of guideline fo'r se rvice* rather than stan'dards 



for evalu:iiion, 

^The British Standards fo r^ Re le rence Services in Public Libraries 
was adopted m 1969* These standards winch were fo rmulated follc^wing a 
user survey, deal with the refere?^ce^colle.(^tior), oru<inization, facilities, 
and st.tff. Since .i university reference departn^uit would differ from ' 
a public library reference department in. alT of the .se <Areas, we. could not 
utili/e these standards of mea su remeiyt* However, after jzxami ninu them. 



? 

Ruth WbUe, cd, A Study oi Rcfe ranee Services and Re ference 
^-^^^er s majie Metropolitan ATTa nta ATcTI U7"of Georg ia7*T5e"pt. Libra ry- 
Ed. , 197L ERIC: fe'O ^/OSB 9l2. ^ ' 



-Ferry Weech, p. 321. 

6 ^ ' • 
Ruth White, Study, p. U 

7 , 

''Standard.^ for Reference Seryites in Public Libraries." 
Li!>rary Association Record , pp/ S3 -57 (February, i970)« 



we think it rea.son;ible'to.aab.imc ,h.it iorn-^uLition of stand, trcU for <i 
university gener.i/l reference collection i.-. pr.t, tic<tble task. The best 
♦ kinds of o ri^.ini/.atiori co\tlSi im^ flerfcribed. . JMie staff |1er number of 

r , 

Students wouid depend in ^^ohac part oi. the t)ri4cUiixatioi: of the rest of 
^ the library, and the optimum mi^ht be more diificult to define. The 

.f acilities would. .ilso beiimif^jd to some extent by the facilities of the 

i^niver.ii;\ library, i^ self. . ^T** 

' Sii.Qe sueh st<indarclb .ire in. ivail.M)h;, the present study concerns 

it-^.elf wuh u.ser .sati.sfact'ion, user analy.si.^, ai.a d description of tlie 
„ ctmount tnd jdnds of reference? service provided. 

Two research possibilities intr i-^uiiiL? to tlie presen( surveyors 

are the an.iiybis of library u^jers who havo, but do not ask, reference 
^questions, to detern- me .why they do not .isk questions, an<l the unobtru- 
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sive mea su reivient of reference"^service. - 

The J.ihuda .md Culnan study of unanswered reference questions 
V ' . 8 

sii^i^e^ts thctt uh.isked rather than uiuinswered questions be analysed. 

This <ipproac-h was the basis of Swope and K<tt/^er's study conducted at 

Syr.K^use Univt^rbity .in 197Z. The\ interviewed li}:)rary users to 

• .4 

de-terr..^ ne who had refei'encc c[uebtions. Of those identified as having 
quesfiops, 65% would not ask for help. The-reasonJ given most oftei^i 
were: th.-rt^heir questions were too simple; th^it they did not want to 
bother the librarians; and, that they had had prior unsatisfactory exper- 
iences with reference encounters. 

I 

Although the results of this survey are meaningful, the method 
of collecting data, that is, interviewing users until they had a fixed 

^ — 

C:. JaKotia and Mary'Culpan, "Unanswered Science and Technology 
Reference Questions. " An-ierican Documentation , p. 97 (Jan., 1968). 
• 9 . 

Mary Jane Swope and Jeffrey Kat/.er, ''The Silent Majority: Why 
^ Don't They Ask Questions?" Ra p. 164 (winter, 1972). . . 



number of thciii who had reference questions, is not desirable. A 
random s.tmple of hours for interviews of a'sufficient number of 
users to obtain data on a use.ible number of patrons with reference 
question.^^would tr^ike more time than we could, devote to the present 
survey. Firthermoro, the surveyors f^el that interviews of such a 

.^sensitive n^tture should be conducted by som-eone trained in social 
science intt^rview techniques. Thus, this approach wa$ ruled 'out .by 
the Mmit itions of time and personnel. 

' second approach offerin- telling results\is that of unobtrusive 

observ.ition. Sample questions are usually asked by Ir.iincd patron- 

substitutes who rate the librarians* responses as*weli as the(accuracy 
* * / 

of the 'insu-^ers. Thi-s approach precludes the f^oblen^'of the librarian's 

re spo'i -;e. ')einL; altt^rcd boc luse of rin ciwarenesj that he is being observed. 
* ' * 

I he most f.imiliar study usin^ suc h a technique isLowell Martin's study 

of the ChiracTo Public Library. As Wecch points out, the'problem 

with this tvpe of research is the possible adverse affecrt on the staff 

1 i . ' • 

bein^ te.^ted. I:^, ihv pre.^erU studv , the referenc<^ staff rejected out of 

hand tny evaluation b^ the survevors of question answerinLJ!^ technique, 

/ 

attitude toward patron,^ and efficiency and accuracy. 

Methods used in this study include a survey of users and observation 
of service at the CiRD, a-, well as an interview with the chairman of the 
reference department l^.ised on the draft of the ALA guidelines for refer- 
foic»' service. The survey of user.-:? was conducted through a questionnaire 
soliciting responses on user information needs and experiences. I'he 
que stionn, lire w.ts distributed to users over a six day period, during 
hours selrct^vl to roi;ri* sent re^uhir h(;urs the library is open. 



TO 

Lowell Martin, Library Response to JJrban Chan ge; A Study of the' 
Chicigf) Public Library (ALA, 1969), ' ~/ ~ 



IT 



Terry Weech, p. 329. 



The observMticn of at tivities at the GRD touk plage during the same 
selected huUri> in .mother .^i\ day time^ t>pcin/ At the end of each 
observation pc^riod, the librarians on duty were interviewed for their 
:5Ut)jective cvalucitions of reference desk encounters of the prece ling 
time period* 

DEFINinOiN OF TERMS 
Although iiMtially more discrete classifications * ^ is were 

ubed, for ihi^ observation we grouped ciata into informaciou on tw() kinds 
of (]uestioji^. Wt* call these two c<'legories reference and directional , 
' Reference cpiestions uRlude ill thbse which result in the librarian 
finding: information on a siibject, instructing the patron in finding such 
information, L^oing with the patron to find the information, and explaining " 
libi 'ry policy. DirectiOT^il questions include those which result in the 
lr:>r tri.tn retrieving d s^ecificallv requesteu item from the. GRD collection, 
directinir the patron ti a location m the library or another source on 
c.nnpu^, md referring the p^itron to some other source for information. 
In thQ que stif^nnaire v/e ask the patron to tell us the substance of his 
q'iesti(^ii. bhese answers are coded refe ror^ce , directiomtl and policy, 
bv the same criteria noted above, ^xcept that policy questions are 
cc)!i^^ich-red se f)a ratel /» ' ^ 

A _user, oj- pdtron, is defined for the>urpo^es of/ihis study as 
anyone v^no consulted the GRD duri>ig the hours in which the questionnaire 
was distributed or when the observation^ook place. The staff of thp 
CiRD iiH ludes all professional librarians, work study students, and 
librari.inship prar^ticum students who work at the GRD and who were 
♦ ^d i!. r<-lerenc(? encounters during the two weeks of the study. 
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' ^^^P is \\\K}' .KJministr ttive diviMon the University of Oregon 
Lu r try known ..b tiU'-r4^M>.ercirReferonce Division or the Goner^ll Reference 
I)ei.k, loc.'iied on the first floor in the Main ,Libr.<iry, 

A roferencu encounter i^- <fny encounter between the staff of the 
'>RD ^1 ibr.ir^ user which was not: i) e>:cr\isively personal in 

^ .t iVQ, ^)'t user returning mritericti borrowed from the QRD at an earlier 
tune, 3) i i op.sultatiun with other library staff abo ^t some internal 

ittt^r (Staff requests for information wore considered reJerence encounters,), 
or ;j (iUf "^tu^n^ com. erninu cour^DC work frpm students enrolled in 
Lib 1^7, of the'Libr.iry, a cour.^e for undergraduates taught by a 

n.em.ber ol tiie GRD staff. 

lilSTORY / 

1 he reference survey was conducted by Gittings and Hood, Undent 
aie:i..^er^ of the Uni\ e r^ity F.tcult> - Student Library Committee, under 
u e -oon.-or ship of that connn\ittee, ll^he project was funded by the Student 
iJniver^ity Affairs Board, an or^an of the Associated Students of the 

i ' 

1^. Well ,ts the ^urvev itself, were carried out under the supervision of Dr. Per 

D. Morrison, j:>rofessor of .librrtrianship at the University of Oregon, and 

ifv tructor for the cla^s. Research in Libr/^ r ianship. ^ 
^ , , 

.After reviewi.i^ the literature of reference evaluation and conferring 
with the C]RD staff, we selected twc principal means of data collection: 
' ^nrvey users throu^^h a questionnaire, and observation of activities 
at the DRD record'^ i by the surveyors. 

Tht^ que lop.naire was developed to gather data about the kinds 
>f q-iestions a.^ked, staff responses to kinds of questioiiS asked, and the ' ^ 
level of user s.iti sfaction or dissatisfaction with the reference service. 



'niser.itv of Oregon. 'Yhc preliminary literature search and planning, 



Information solicited about the user himself included demographic data, 

mood, a-nd re.tction to several asp.ects of hib reference experience. 

The questionnaire way submitted to review by the GRD staff as. 

Avell as the class of Research in Librar'ianship, which consisted of seven 

graduate students in library "scienct:, engaged in various research 

*^ " ^ ^ • * 

P^^^^*^^» After comments and suggestions had been considered, and 

incorporated or discarded, a pre-test was performed on April 28, from 

1:D0 to 3:00 p.m. Questionnaires were g^ven to 50 people who approached 

the GRD during the two hour span. Both the pre-test and' the final form 

of the questionnaire can be found in Appendix A, 

For the observati6n a checklist was contrived to facilitate' the 

recording of. each encounter, -JThe surveyors submitted the checklist 

< 

to review by the^GRD staff and the Research in Librarianship class. 

Preliminary tests of the' checklist were performed on March 6, 7:5Q to 

9:30 p.m., and Ma'rch 12, 10:30 to 11:30 a.ni. Many changes were made 

'iS the surveyors noted'what could be observed and recorded. Since 

recording each single encounter required the presence of two observers, 

we decided to lii.-.it the Observation to &in.ple counting', of the num.ber 

» 

of times particular items occurred during the two hoyrs. Each question 
from a user was noted as either^'reference or directional. The final 
fcyrm.of the checklist appears as Appendix B, 

When the preliminary proposal with questionnaire and* checklist 
wex^e ready, they were-filed with the University Subcommittee for the 
Protegtion of the Rig[hts of I-iuman Subjects. Possible harm tp the 
subjects a^ well as safeguards eriiployed against such harm are detaile^| 
in t/ie forir, submitted to the Subcommittee.* . • ^ . I 



The draft of the guidelines for reference service prepared by the 
Standard:^ Cgnimilteo of the Reference .ind Adult Services Division of. ' 
ALA was received in April. On April 28, the ch.drnian of the GRD staff 
was interviewed o-i specific points in the :;uidelines. Since the reference' 
staff ha^ a General Reference Division Policy Statement on Reference 
included in their staff manual, il was necessary to interview the chairman 
only on points not covered therein. The GRD Policy Statement, notes 
from the interview, and the draft of the ALA Reference Service Guideline's 
<ippear iir Appendix C, v 

From the intervijew wt^ learned that the GRD has no formal review 
process. For feedback on service it deper^ds upon the suj|^G[e stion hox 
used for general library recommendations md corr^plaint s. The GRD 
does not solicit user statistics, They do keep statistics on the nuniber of 
^earcheij of 15 minutes or more conducted in response, to questions, and 

V 

on the nui^-'ber of books_retrieved from behind the. desk, however, the, 
st^iff doe- .lot ,f eel th:it these particular statistics atc of great use to 

there. For example, whep^hey are organizing staffing patterns, 

J ' / ^ ' * ^ 

they will keep more precise statistics for ;i short time, make changes- 



as needed, «ind drop' the exten&^i<vt/ recording of statistics when they are 
satisfied with the clia? ves^ 

METHODS 

For examinuiq the ^potKeses^of this study, hours for the dis- / 
tribution of thc^^ questionnaire and the jt*ecording of observations^.were / 
f»stahlished to represent the days and hours that the library is open, 'ip 
include hours of henvy, average and light use,.a]id to avoid exclusive, 

' Terry Weech note?i that^ studies have shown that few academic 
referenoc departments keep exte/isive statistics. Those who do keep them 
consider th^jjm to be of little value. The Atlanta Study by White found this 
to be true, also. Yet, the guidelines drafted on the basis of'the White 
study calls for collection of statistical data by reference departrnent s. More 
explicit gmdeline^ for 'specified statistips^ and their uses in evaluation are 
needed, . * * "^'^ ' • ^ 



coverage of a sir)gle staff member, THe hours determined were Sunday- 
^3:00 to 5:00 p.m. , Monday - 6:00'^to 8:00 p.m. , Tuesday - 10:00 to 12:00 
noon, Wednesday - 1:00 to 3:bo p.m., Thursday A 8:0o'to 10:00 p.m.. and 
Friday - 8:00 to 19:00 a.m. jThe questionnaire was distributed the week 
of May 4 - 10; the obse-rvationg took'plac'fe during the same hours the 
week of M.iy 18-23. * ' - ' ^ 

All patrons involved in reference encounters, a total of 219, were 
.'solicited to respond to the'questibnnriire, Th^ number of que stionna ire s 
cicturiily given out were 202; 167 responded for a total return of 76%. 

Those returning to the GRD jfor another question or m'ore information in 

i , 

the -;ame time block were not requested' to fill'uut a second que stionnxTire. 

I 

Although it would have bee'n clesiralUe for then^ to do so, we felt it would 

U ! 

je pre sum ia^ upon their timje and yc^od will to such an extent that ill feeling, 
'toward fehe .survey or eVen the refer ence' de sk could result. Patrons who 
u-sed the reference d^--d?"in mor.e than one time ^block were asked to J'ill out 
/t que stioiinaire for each time Mock. 

For Lne observations/^ ^ach observer took three- blocks of tinje: 
Observer 1 taking 'Sunday, Tuesday and Friday; Observer 2, Monday, 
^Wednesday and ThursSday, 

I EXAMINATION OF HYPOTHESES 

The hypojthesis that the st<iff at the GRD adequately performs its 

\ ' ^ ) 

task of. teaching the pa'tron* how to find the answer to his-question was 

i / ' ^ 

tested by questions W9 and ^10 of the questionnaire. 

In answer to "Wha^ diH li rrxrian do in response to your question? 

40 out of 167 indicated that the librarian showecj them how to find the 

answer. We c*l;os stahulated this response with our ckissification of 

questions as stated by the" users in answer to ^8, part'2, ''What was the 

substance of .your request?*' We found th<it the user checked thajt the 

staff member showed him |iow to find the answer to directional questions 
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15.5% of the time; to reference questions, 46.3% of the time; and to 
questions of library policy, 28. 6% of the time. (See fig ur(f 1. ) ' 

In the first part of #8, the paftron was asked, to classify' his question 
by checking one of four items, From, a c rosstabuUtion of the s<j' responses * 
with those from question n^, we jfound that when th/^ patron checked that 



he had asked for inform'atjon pn <i <;ubjoct, he also checked that he wai 
shown how to find the answer 48. 3% of the lime.' When he wante.d to locate 

a book, he checked that he^was shown how to find the answer 28,8% of the 

\ * ~ - ' ' ' 

time. \ , - . > 

Evaluating the hypothesis on the basis bf user, response to* filone 

w.ould tj>Vthe staff less than a 50% rtating for teaching the patron how to * 

f \ < - ^ 

find the :rn3>vcr to his question when it was a reference question. However, 

examination of responses to que^ttion ^10, allows a different interpretation. 

Respondents answering yes.to question #10,'^*Would you be<^ble'to 

answer a similar question for yoursell next time,?'' totaled 121 out qf 152,, 

rcspondi>-)g to thrs question, 'or 79.6%. Of the rem;nning 20. 4%i who* 

chftckt'd no or.undet idect, lonc of them indicated that the reason was, ''I 

did not learn how to*#se the source(s) consulted. 1^ many of these cases 

the raquest was for n book from behind the desk, and thQs., the pat1-on 

would have to a/ik for the book each time he« wanted to use it. 

^ The hypothesis that the staff at the GRD adequately performs its 

1 job of locating the information the patron needs was* difficult to test 

' , - . * * / 

through the means' available to \is. *A better test oj the 'staff's performance 
\ in finding infoirmation would require unobtrusive measurement by 

unidentifiedp trained peirsons askij.g questions for which acceptable answers 



md reliable sources were predetermined, ♦ Since w.c could not determine 
through our observations thi substance of the^ue Stion.s asked, wo could-- 
^\iot verify even a small sawriple of'the answers. 



\ 
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• The onlv indication we could have of the level of the staff's 

i^erforsnance was the user's satisfaction with the response to his 

♦ ' . <, 

question.- We^solicited^this'information in question #IZ of the questionnaire, 
in answer lo ^''My question was answered to my complete 'sa^.) sf action' - 

complete, dissatisfaction, " tjre respondent was aske'd to circle the rtnost 

' ^ • ' ■ -An . . 

r\ppropriate numbjer on scale of 5 to 1 for descending sati sfarction, 

jrhere were lo4 rospbnses lo this question, The^pt^rl^cntages 

wefe.as'follows: {complete satisfaction) = 79. 9%, 4 - 12.8%, 3 = 6.1%, 

Z = 6,0%, an<^ 1 {complete dissaiisfacti^n) ^ 1.2%, The mean lev*el 

of sdtisjfactionr was 4^.7, with a standard deviati\3n of . 7. (Se,e figure 2.) 

User-s indicate a very high performance on tHe p<irt of the staff. .Over 

90% of those respondinf^ rated their satisfaction as above average. This 

result coincides with tWat of other studies which show thaH user satisfaction 

IS usually high, around 90%. , . 
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That the staff maintain^ a friendly, helping attitude toward patrons 
was tested in two ways. We determineu that if* the staff initiated the 



reference encounter wie. would interpret this as a helping attitude. Our 
checklist for observation inclu'ded the'two categories, "Staff initiates 
enGOunter, " and "P itron initiates encounter.'** Out of 313 encouif^trs 
observ^ed, the 'staff initiated 62,3% of them. (See Summary of Observations, 
Appendix D. ) * • ^ 

* While this' measurement would rate the staff as having a helping 
attitude only somewhat better than half the time, we must acknowledge 
that the straff * s* readiness to respond to th^ patron's initiation is re{!)resent- 
atif/e of a l\elping altitude. Since we could not tabulate the number'uf 
tirnes the staff, responded readily withoui? calling for a judgme^nt on our 

.15 ' . ■ • • • • 

Terry ll. Weech, pv 316. . ',• ♦ 



USSR'S SATISFACTION- 
-with 

j STAFF P^FORMANCE 



15 



complete 
satisfaction 



. 1 



^ complete 

d i s s a t i s f a c t i o n 




0 IC P0-3C 4C 50 CO 70 80 .30 100 IIO |20 130 |40 

. ' Nilmber Responding 
i ' N - 164 ' , 



Fig. 2 



16 



part about the staff's behayior, we doteri:iiined"to measure the /lumber .of 
times that'the staff was not responding re^idily* On uur checklist we noted 
the number of times 'a patron had to wait to ask his question because the . 
staff was ^'busy. The staff's being busy included doing anything other than 
resjearch away from the reference* desk or helpin^^ <inother' user. We 
observed that this situation ha^jpened only 23 times, ,br 7.3% of the time. 
We can then assume that the staffs responded readily the' rest' of the time, 
.except when necessity (when staff WriS not at the desk o^ was hjflping 
another user) pi;e vented such a response. v_ 

We woul(^h*ave IHfed to have the user rate tljc staff for friendliness. 
Since iKe General Reference staff objecte^to tjiis on the ground^s that we 
* would then ^be measuring librarians rather than s^rvice,"*we attempted to 
get' at this mea sureiiient in'Mnother way. On the qtJestionraire we asked 
in Ml3 if the user would retufVi to the^GRO for. iniurmation in the fu4;ure. 
If he answered yes, he was given three items to check as to why. A 
total of ft9 said that they wo'uld return. Of these, 48, or 30.2%, checked^ 
'^It was a pleasant expeiiience./' -This evidence is not conclusive since' ; ' 
it might have been c'l 'pleasant eiiiuerience in other casesnn which, howevet, 
it was not the pleasantness o/ Ihfjlekperience which. would '"ause the 
users to return. " . - 

Another effort at'^idasuring the s1^aff*s attitude by gauging its 
effect on the user's experie^ice w;^s an attempt to*^etect any change in the,^, 
user^s mood after the encounter. Question #114 acked the respondent to 
rate his mpod before he came to the library'on a fJcale of 5 to I. with 5 
.as good and l^as bad. This^que stion prepared the user, for the next one 
which asked, ''HoW was your mood changed as a r.-^ suit* of your experience 
at the GRD?" Out of 16 1 re^spondents to this question, the majority, or 
66.5%, indicated no change. Those indicating a change for the better were 
28,4%; for the worse, 5%. ^ / 



^ The mood after the reference encounter was.cr0sslabul9.ted with ftlZ. 

V * 

the degree of satisfaction to which the patrbnte que«ti^n was answered. 

Since a change of xnood for the better correlat^s&significantly with a high 

satisfaction (4 or 5), it seems likffly thcvt the change of mood maV have 

bean due to the performance, rather. than the att4tude.of the*staff toward 

.the patron, (See figure 3. ) <*' - . ^' 

* k « 

. / Our attempts to measure the staff^s friendliness from the patrOn's 
viewpoint failed to provide ^conclusive data. ^ ; 

We hypothesised th^t the staff answers a high proportion of 
directional questions and cf'limited number of referenceKque stions. We 



measured this in three ways. The questionnaire asked ior the substance 
^ of the question.. We gave the question a ref>?repc^, directional oV policy ' 

rating frona the info.rm^ition provided us by the user. Out of 119 responses, 
•"59.7% ^were deemed directional questions and t^O. 3% reference and policy.. 

In keeping with the idea of classifying the question by the lib^•ar^an^^ 
- ^^espofrise, we have in question ^9 seven responses, three'of which would 
be directional and, four of which would indicate reference. .Retrieving* a ^ 
'tN^ook or other material, telling the patron where td^look, and referring 
him to another 'source are deemed directional responses. Going with the 
patron^ showing him how to find the answer, findfng the answer for. Kim, 
and explaifiing library policy are deenied reference responses. J3y * 
combining the responses as indicated and plating the *'other/* responses 
in the most appropriate categories, we get 56.8% directional resjiionses i» 
and 43.2% reference responses. ' ^ , ^ 

Our observation checklist had two items, '^Appears to be a 
' reference question, and "Appears to be a directional question. " We 
based" our judgment'on the librarian^^s response. Out of 332 questions. 
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the staff^,s response indicated reference questions a's and directional, 

55. 1%. The percentages of reference and directional responses are 

similar in all three rneasurements. We .accept our ot:)servation measure- 

1 ' 

ment as the most accurate, because the surveyors are doing the classifying 

on the spot and the Scimple is the largest of the three. , ' 

« 

, Besides testing the four hypcftheses the surve'yors hoped to validate 
some assumptions thdy had about reference service in the Library and to I 
gather data to describe the interrelationship of various as]>ects of- the 
reference encounter and the user's initial ntC)o*S!^ mood after the encounter, 
and his satisfaction with the answer obtained. Also, we wanted to be ^ 
able to de;3cribe what the librarians did in response to different kinds of 
questions, and to-characte rize through demographic data, the reference . 
user. One laat objective was to Ascertain the awareness of the reference 
user of other reference services such as the Oregonian index, the 
collection of national and international telephone directories, ithe college 
cat^og collection^ and reference service by telephone. 

By asking on the questionnaire and checking during the observation, 
ttie num'ber of u^ers who had to stapd in li^ne, we had hoped *to be able to 

ascertain times when more staff was needed.. From the' que stionnaire ^ * 

/ ' * ' * 

data, we crQsstabulated the^time slots b^;<^:l^;ose who ^checked that they 

.had to st|ind in line. The results show more standing in line'during the 

two evenvngs, by more than twice as many as the other time slots* This 

2 - V 

cornparison is significajit to 0. 0573 X , with a contingency coefficient 

of 0.24767. However, our obse rvation week gives us a different picture; 

During this week, more users waii^ in line the first part oXthe week, 

no matter what the time of day. (See a compari son of the 'results below 
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in fi:4ure 4^') We conclude that either tKe sample of time slots was too small to 
allow time -slots that need more staff to consistently show up, ,or that the 
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Figure 4 

Among the affect^-of the user\s mdod on the -other aspecf^s of the 

encounter, we examined the ability of the patron .to answer a similar ' 

t' - 

question next time (Hio), as' compared with the user's initial mood Hfl4). 

An asscaciation was discovered between the user^s ^ood mood and Kis ' 

" ) 

self-assessed ability to answer .' similar question ne?^t time. Users iq . 
in initially bad mood were able tb answer a similar que^rtion next time 
•^^.8% of the time. Those in a' neutral mood could answer a similar 
•question next time 84.0% of the time. Users in an initially irood mood* 
tlioutrht thctt they could apsWer a slir.ilar question nexl'time at a rate of ^ 

ol, 0%. * , "^^^---^ , ' f 

We also compared the user's satisfaction rating with whether 
or not he had to stand in 'line, and with whether or not he would relunrt 
to the-refgrence desk for help another time. The comparison of those 
st.'Mi<^in54 in line and user's satisfaction ratirTg i^s not significant', due to 
the high proportion of satisfaction at the 4 and ^ level, and the low 
proportion of those who did Ij^Ve to stand in line. However, of those 28 
who checked that they had to stand in line/we note that all gave satisfaction' 
ranting s or 4 or 5. , ' / * ^ 
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A'silnilar problem occurred with the comparison of the patron's 
willingness to return with his satisfaction ratings Again^ the high rate 
-)l those respo^ing that they would return and the high satisfaction rate 
ruled out any significant comparison {ron^oxxt data. Nevertheless, we 
li'lte that of the six who'said that they would not return r help in the 
t'lture, all gave* satisfaction ratings of 4 or 5, 

What the librarian did in response to different kinds of questions 
IS of interest. We exarrined comparisons of our classification of the 
patron'-s question by the patron's answer as to what the librarxs^n did in, 
response to his question* We also examined a comparison of the patron's 
' lassification of his question to what the librarian did. We considered 
the request foA* in£ormation*on a subject to be a preference question, and.^;- ^ 
the requests for a book, or for a locatioji of a facility or a speciHc^book, 
tc} be directional questions* Those comparisons of significance of ♦ 05 X 
or less are.shown in thl^graphs in figures 5, 6, arid 7* 

The response to reference questions tended to be that staff members 

went with the patrons and showed them how to find the answer; Figure 5, with 

statistic? for the surveyors' classification of questions, shows thaJ^.-6^^% 

• >f the time the staff went with the patrons: 46* 3% of the time they ^owed 

uatrons how to find the answer* A thirds 34* 1%, of the time they found ^ 

The answer, for the^user. In figure;s 6 and 7, by the patron's classification 

ft 

jf his question, we note that 48* 3% of the time. the staff showed the patron , 
how to find the answer to a request for information on a subject. In respofise 
-o the same request, the librarian went with the patron 55.2% of the time, 
^.nd found the answer for him 27. 6% of the time* 

.A measurenrient of a reference depart^ 2nt's effectiveness is its 
development of aids to the user and its ability to make the user aware of 
ts aids and resources* At the end of our quest?onnaire we asked respondents 
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s „ lo theck the fo^ir special services as to^whetiier or ndt they knew of the 
• * service, and whether or not they used it. Their responses are tabulated 
in figure 8, below. If they used tlie source^ we assumed they knew of it, 
b'ut counted them only under usage. To get the total who knew of a service, 
J ir is necessary to add together the sec^bnd and third columns. 



EMC 



Sj'eeial Service or Source. . Not aware of Kn^ of Used 

relephode reference ' * 114 (68. 3%*) \^ 35(21.0%) ' 18(10.8%) 

Ore<40nian index - ^ * 110(65.9%)* 42 (25.1%) -15(9.0%) 

Telephone directories r 76 (45. 5%) 49 (29. 3%) 42 (25. 1%^ 

Colle^ie catalogs . 52(31.1%) 54 (32.3%). .61(36.5%) 

^Users' Awareness of Special Sources 

^ and Services of GRD ^ z 



DEFENSE'oF HYPOTHESES . ' , " 

^We conclude, ofi the^basib of the patron's estimate of his ability to 
answer a similar question next time, at a rate of 79.6% with 152 responding;, 
lh<tt the staff of the GRD adequately performs its task of teaching the patron y 
how to find the answer to his quest^ion. We feel that his self -asse ssed 
ability to' answer a similar question next time i^a measure of what he learned, 
and, by inference, of what he was taught.^ Our acccjitance of 79,6% of the 
time as c>dequate is purely arbitrary,* since we know of no standard ^or ♦ 

r 1 

this rrteasurement. / . ' ^ ' ^ 

Wo can concluae that the user is generally satisfied with the 
performance of the GRD. Those giving sati^action ratings above 3, the 
mid point in the scale, were 92. /% of the respondents. We do not feel 
that this is a valid t6st of our hypothesis, that the GRD adequately performs 
its job of locating the inforrnation the patron needs; however, it is an 
important aspect of the adeqaacy of the staff's performance. 
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The staff* s attitude toward patrons^ was tested for both helpfulness 

and friendliness. The staff s helping a titude, as determined by his 

readiness to initiate or respond to encounters with ub^rs, \vc conclude 

to»be high. The staff initiated 62,3% of the encounters. We have assumed 

that they either initiated or responded readily to the use^s in each case 

not noted vis one in which the patron had to wait because the staff was ,busy. 

According to our obberv*Htions, this would fndicate that the staff has a 

# 

helpmg altitude 92,7'% ol the time, u * 

,Our attempts to-measure the staff's friendliness failed to produce 
useful evidence because of the ineptitude of the te sting'^instrumeut. 
The questions in the user survey relating to friendliness solicited answers 
for which the causes m.ight have been factors other than the friendlvjness' 
o^ lack of it on the part of the GRD staff, \ 

The reference desk handles more directional questions than reference 
qu^stio^is at an approximate rate of 55 to 45, The two classifications of 
que^stions are^ based on the observation of staff /fesponses to the questions. 
\ ' ERRORS IN* validity" 



The methods choseii for this survey involve possible erroivs in 
validity. For the observations of service, each surveyor took three 2 hour 



slots, Althc igh definitions o^ terms and methodh of notation were agreed 
upon, it is possible that the observers differed somewhat in their ..interpre- 
tations of what they saw. Also, the o.bservars were subject to ch^mges of 
mood and well being from one day to the next. These changes might have 
affected their recording of events. 

From the. number of encounters during the two hour soans of our. 
preliminary observations and the pre-test of the questionnaire, we expected 
a two hour span to average 40 to 50 encounters. The week in which the 



questionnaires were given out, encounters far six 2 hour spans totaled. 

219, or an aV§i>age of 36 per 'in\e slot. The week of observation 

the encounters totaled 313, less the 36 encounters which were patrons 

returning for help in the samt* time slot {Patrons returning during the 

sam^ time slot were not counted for the questionnaire.), f<^r 277 • 

•encounters, or an average of 46 per time slot. Although we did sele^ct 
« 

more or less neutral weeks, that is, ^avoiding mid-term examinations, 
• dead week, and the first or last week ol a term, -it is impossible ,to say 

,that either-week is a representative we^k.^ Also, there is the fact that 

t 

a survey conducted during only one quarter-semester runs the risk of 
not being representcitive of the whole year. ^ 

Finally, we note the possibility of- the Hawthorne effect upon the 
GRD staff. Knowle4ge that they were being studied, indeed the obvious 

- pr-esence of the surveyors both as solicitors of respondents to their, * 
questionnaire, and as observers, might have affected staff responses to 
patrons. It would be natural for the staff to put their best foot forward - 
when bei^ng observed. Thus, the results may be more positive in terms 
i>f user satisfaction and" staff fesponse than they would be if it were 

. possible to gather such data unobtrusively. * 

RECOMM-ENDATIONS 
We recommend that the GRD'set up '^♦^andards for evaluation and 
engage in regular, periodic 'self evaluation. Motinj^'that the General 
Reference Division Policy Statement on Reference Service (Appendix C) 
details their goals in service, we recommend that they devise means of 
evaluating their achievement in meeting these goals,- (Our first three 
hypotheses were .taken directly fjrom the Policy Stateme it. ) Further, 
we Vecom^end that these periodic evaluations include, :n accordance 
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vyith the Developmental Guide lines, points 1.2 and 1,4 (Appendix, C-10) 

the effort to reach the nonuser of reference service and provision for 

feedback from reference users, , • ' 

Further' research in the field should be directed toward generating 

standards for .evaluation for individual library reference departments as 

# 

well as national standards spt-cifically cipplicable to public, special or 
academic reference dep^firtmt nts. Standards for evaluation are, o^ 
themselves, useless; but, we believe that t\xe regular application of 
measurement^gainst the library's efforts ultirpately brings the best possible 
service to the user. 
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SURVEY OP PATRONS USING THE GENERAL REFERENCE DESK 

r 



• A survey of services at the General Reference Desk of the 
University of Oregon Library is being conducted under the ' 
auspices of the University Faculty-Student Library Coiranittee 
and with the permission of the General Reference Division staff*. 
You hav6 just consulted the' General Reference Desk (1st floor)* 
Would you answer the questions below on your experience. Please 
check the appropriate spaces and place the completed form in the 
boxes at th^ circulation desk or at the reference desk as' you 
leave the library* 

J[f you have a question concerning any of the items, please 
feel free to ask me about it* If you would like to see a copy 
of the results of this survey • please leave your name, address,^ 
and phone number on a separate sheet of paper in one of the boxes 
at the circulation or reference desk. All responses are completely 
anonymous. 



!• I am (Check one) 



U of 
U of 
U of 
U of 
U of 



0 Freshman 

0 Sophomore 

0 Junior 

0 Senior 

0 Grad Student 



U of 0 Faculty 

U of 0 Staff 

Non UO Student 

Non UO Faculty 

Town Patron 

Othe.r (Please specify. 



^. I have attended school 
(^ade school t high 
school f vocational, and 
<5Dllege) for a total of 
(Check one. ) 



0-12 years 
13-16 years 
17-20- years 
21-24 years 
25+ years 



5. I am (Check one. ) 

U.S* citizen 
Other 



2. My major is 



(Please specifyi 



6. My year of birth is 

3. I am (Check one) male 

female 

7. Is this t he '^Trs t t ime' that you^have 'consulted the General 
Reference iJesk? no 

yes 

if yes, what directed you to consult it today? 
' (i^ho.'k all that apply.) 

I read the signs above the desk. 

I saw the staff behind the desk. 

I saw people in line at the desk. 

I knew about it before but never needed it. 

It seemed like a good place to start. 

Other (Please specify.) , 
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'8. What was your question or request? (Check one.) 

Location of a known book. 
Information on a subject. '■ 
- Location of a facility 

in the library. 

Other 



ERIC 



What was the substance of your request? 



What did the librarian 
(Check all answers that apply. ) 

Told you where to loolc». 
Went with you to the source. ^ 
Showed you how to find answer. 
Pound the answer for you. 
Referred you to another person 

or plice.i 
Other (Please specify • ) 



do, in response to your question? 



10 • Would you be able to .answer a similar question for yourself 
next time? ' / 

yes * 
no ^ 
undecided 

If no or undecided, why? (Check all answers that apply.) 

( 

I would not know where to look. 

I did not learn. how to use the source(s) 

consulted. ^ 

I'll never have another question like it. 

The search was too complicated. 

• " Finding the answer was just a lucky break. 

Other (Please specify.) 



31. Did the librarian understand your question? yes 

no 



17. ?/;y question was answered to my (Circle the most appropriate 
number on the scale below* ) 

complete complete * 

satisfaction 5^321 dissatisfaction 

The library does not have the resources to answer my question. 
(Check oneO agree . 

disagree , 

don*t kno>ir 

ii 

- ■ 37 , ^ 



, , \ • ' A-3 . 
13.- Would you return to the reference. desk for information m 
the future? 

« 

yes (If yes, checlc here & answer only %" below.) 

no (If no, check here & answer only "b" below.) ^ 

undecided (If undecided, check here &. answer only c ) 



ihy would you return? ((Check all that apply.) 

My question was Answered. - — 

It Was a pleasant ejcperience. » 

It's the only place I know to go. 

Other (Please specify. ) . — - 



Comments I 

b. Why would you not return? CCheck all that apply. ) 

My question \yas not answered. 

It was an unpleasant eacpearience . 

. Other (Please specify. ) i - 



Comments I 

c. \/hy are you undecided about returning to the reference 
desk in the future with your questions? 

m-. „^ What was your general mood before you came to the library? 
(Cirhle the most appropriate number on the scale below.; 

indifferent 

good .5 ^ 32 1 bad 

15. How was your mood changed as a result of your experience at 
^ the General Reference Desk? (Check one. ) 

, for the better 

for the worse 

not at all . ^ 

16. Did you have to wait in line for help? no 



yes . 

how long? mm. 

J how many were ahead 

of you? ' 

17. Have you heard of the following services offered by the 
General Re/erence Division? 

(Check on the left those you know of. and thft right those 
you use have used at least once.) 

know of. ' 

telephone reference service 

Orego nian index . , 

telephone directories (U.S. & foreign) 

college catalogs (U.S. & foreign) 



THANK YOU! Remember to place this in one of the boxes at the 
General Reference Desk or at one of the circulation desks as 
you leave the library. ' 
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TP i'r F? I "^"T of ip'iPT"^^ 

If yin 'v^ul i li^'e e 

*^hp>et of t)?^^p^^ ir one of 1^-*.^ 

,'1 n V^-:* ^ ^ A 1 1 ^ e 5^ ''^ ^" P ' -1 T C ' 



- ' ~ ' ; !^ork of the 

^ L^ ' L'":uc^' '! i:^:'er the auppices- 

^ * i ! ^ T ' ^""v J c/ * ' i "t, * - ' ^ n ',v i t h* 

."^■f ^ r T ' " '1^ 'I J taff . 
^ y '-f r* of thii-i surV' y, 

, ; I f 'I'e 'urrotu" on a roparafe 

x\ ' 0 cir ' !i tio^. or reference' 



DI^ C'^TI^TT^oj Vv^u h-ve ''3rt ? wl'-'^n tV^ ^ n^'ral -lefo-^ence 
':or> {^rt fl^nr) . Yo ^ lo m an.^7;or V: -'i^^" * i O!;.-- belo?; on your 
e,"' : ^ -ienoe . Plean g» c*^ "/re 'I'ro^ia'e 3r-oes and place the 
oonr)let^^d form in one of the boxer- a:. cnrcuiation or reference 

fler'^s as you leave the Library, If yci have a niM-f^tion concerning^ 
any of ^ e i emn, olea^e I'eel ^"^pp -.o r,r> rne^ about it, 

^. I hi'v^. attended school ^ - 
( ^-^'v^^^ roho^l, .hi,*Th school, 

v^^r^^ t j -^Tia L r^-ihool, and " 

r^'^lle>'e) for a total of 



1 


am 


( 




u 


of 


0 


p >i^t- V ^1 ar. 


TT 

I 


n ^ 


0 


3'^ )Vo!'iore 


n 




0 


Junior 


TI 




0 


Sf^nior 






0 


'l-y-d .^^'j'or.t 


rr 


of 


I 


? ^oul ty 


1 1 




0 












ro 


r 'TO 


Z on t 







0^12 


years 




years 


17-20 


years 




years 


25 + 


years 



Non TIC '^^-^-uLty 
'^'^'vn Fa^ron 



y y -iq i 0-r j 



T an (Oi.ecV one) 

U*'^. citizen 

Other 
(Please speoify) 



3^ 



(^h-^o'r one) ' L^^*_ 



f -^'^ 1 0 



7, Ir: thiP ,the ■'^i-st ti-^- tr. 
Ref '^ren ^e D'^t'Ic? 



If V- , ^ ^ 

(^h 'OV nil ^> 



7 ' 



X t f e *^*''^ o i ^ 



Vy \ .^^r of biiHh is 



'^-^n:-^/! i.ori t^^e 'reneral 
no 



' 1 ' 'vnr r ^ed^'d it. 

"^i '. it i ' . i < I, l> ♦ 

; } 



hriimiimrfTiaaaa 



f 

8# Thnt was your question or request? (Check one) 

Renuested book from behmd^desk. : 

Information, on, a subject* ^ 

' Location of a specific book. 

Location of a facility in the 

, library. 

Other 




;/hat was the subst.^nce of youfr request? 



What did the librarian do in response to' your question? 
(Check all answers that apply) I \ 

Retrieved material from, behind desk. ' ^' ^' 

Told you where to look. 

Went with you to the source. 

Showed you how to find the answer. . 

Pound the answer for you. 

Referred you to another person or place. 

Explained library - policy. 

Other (Please Specify) 



10. Would you be' able to answer a similar question for yourself 
next time? 



\ ~" yes 



no 

undecided 



If no or undecided, why? (Check all answers ^that apply) 

I v/ould not know where to look. " 

I did not learn how to use the source(s) 

consulted ♦ 

I»ll never have another question like it. 

The se^^rch was too complicated. 

Finding the answer was Just a lucky break. 

I mirht forget how to find the answer, > 

Other (Please specify) 



11. Did the librarian understand your question? yes 
^ no 



12. My Quertion was answered to my (Circle the most appropiate 
nijiiber on the pn^^le below) 

comulete - complete 

satisfaction 5 4 3 2 1 dissatisfaction 
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15t ^ 1o\xh] you ref-urn to the General ^Reference Desk 'for information 
"in the' future? ^ 

yes (If ye*T, oVeck hete & ans ^er only ^a" below) 

■ , '^a (If r.o,'. ohf>clc here ft ansvK^r^ pnly "b"' below) 

un^'k-^o^fleH (If un'^^^ided, check fierer-^: ansv/er only ♦^c**) ^ 

a. Thy .vould you ret^^rn?' (Check all- answers that apply)'. 

, My question answered. 

It 'vas a plea^^'Hnt^ experience. 

-^.^ It*s the only\ place I know to go# ^ 

• Othf^^' (Plea^^e ^pecify) 

Conmen%s: \ 

h. .n-y 'vould you not re.turn? (Check all answers ^th'at. apply) 
"^T^.e library does not have what I need.. ^ , 
Iffy quertion was not answered. \ 

It w;^s an unpleasant experience. ^ ^ 

Other (Please specify) ^ . 

c. 'Thy are yoil undecided about returning to the General 
Reference Desk in the future with your questions? 

(? 

14. -'7h^>t vf^p your genpral moo4 before you came to the 14.brary? 
\ " (Circle the nort appropiate numbsr on the sc^^le below) 

r-ood ^ ' 4 3 2 1 - "bad ^ 

indifferent .'^^^ 



Vsrr ••rn--our mooa .ehanged as a result of, your experience at 
the ^fenoral Refei'f^nce Desk?' (Check one) 

for the befcter 

for thjB worf^e ^ 

not at* all . 



^. Did you'hlive to v/ait in, line for help? 



no 



yen Ho'v lon*^? ^min. Row many were ahead of you_ 



17. Have you h^ard of the follov/inf; services offered by the General 
Reference Division? (Check on the left those you know of, 
* rwi^. check on the rif^ht those you use or haved used , at least once). 

Kno'^^ of: ^ Uses 

a1 '-^^Vnr reference j^ervice ' 

0 ~ Or- /or:i^n ir 'ex, _* 

; , '^.elephone directories (U.'"t ft foreign) 

> college . catalogs tJ.C. ft foreign) 

1P. Any<>comnents you would like ito r^ake concerning the reference . 

.^^vice received today 'vould! be welcome on the back of this' sheet. 

TT-A''K YOII! Remember to pJLace this- in one of the boxes at the 
ctrrul.-^.tion or General Reference Deafcs as you leave-the library. 





^.Vl^^vSU : REFERENCE SURVEY - CHECKLIST FOR OBSERyATION 




■ Sate 



Kouf . 



-5| 
■■si 



prof* 



student;^ 



intern 



Appears to b# referenc^^ questimi. 
<j^peaM to; be dire<^tipna.\ question, 
St^:U inttiata^ encounter 
Patron initiates encmnter. 
Patron waits,^ , 



d© sit work taak(s 




Because others in line. 



Because stafl away from desk* 
JBecaiise staff hiaay. : 
B:ait retrieves book from ^bind de.sk. 

Staff retrieves other material from behind desk, 

^ f. - ' 

Stiff consults book for patron at desk,' ;^ 

. ■• ^ ^ - 

Telephoneyrings*^ ^ ^ . 

&aff makes phone call* 

Directs verbally to location in libi^ary. 

Gestures to location in library* 




^^^--JUiViolves card c^t 




goeswith patron 



j^Ea^on returns after initial help, 
Niurnber of people^^issed by. staffs 



kmm suRVEY^- interview Foixowmc obsbrvati^-^' i^^^^^^ - 



Date 



Hour ♦ 



t X'/Wff^^: ikter#sting*hing happe^d at the reference desk over fffl 

^A^'^^^-'^fki^irf^^^ hour or 7 " " " , • - / , r-^^ 



S3.* ■ 





^ *l^*Hf ""^^^ important thing you did diaring ih^t 

- - Why oit why m^fe? „ ^ ;\ ^ , ^ ^^^^^^ 



Did feel i^Hat It was bus ier or slower tham usual? Ete y€^| 



^I^^^^^^^^DH^^you eiicounier any di^iculties' 



i 



3a, What lactors'tnade more effective or leiss effective your 



Any^cgTmments you wottld like tp make. 
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GENERAL REFER^CE DIVISION POLICY STATEMENT ON REFERENCE 



SERVICE I / 



I. Purpose * 

A. As another ''department" in an academic institution, the main p^rpos^ 
of the General Reference Division is to teach the patron tiow to find 
the anawer to his question. Instructional opportunities include: 

'1. A formal course taught through the'School of Librarianship. *' 

2. Orientation programs during the first term of the school year. 

3. Development of instructional signs providing basic information 
j^nstruction in: i . 

* 

a. Location of books and periodicals, 

b. Use of indexes. ^ J. 

c. Use of the card catalog. 

d. Use of bibliographic and reference materials. ' 

B. The secondary purpose is to locate information for patrons either by 
phone or in person. * ^ ^ - 

II. Services, c ' 

A. In addition to providing bibliograj^Shc and reference materials, the 
Division provides the following: ' 

1. National and foreign newspapers, located in the. Newspaper Room; 

2. Interlibrary loan^s. 

3. American and foreign college catalogs. 

4. ^Tierican and foreign telephone* and.city directories. ^ ' 

5. Indexing of/the Oregonian and Emerald . 
III. Patrons 

- Ar- Desk Patrons - The General Reference Division recog^?es no dis- 
tinction in types of patrons and provides services to anyone. While, 
no distinction is made, it should be remembered that we do exist 
to serve the university, community; local high school and elementary 
school students will receive what 'attention we can give at that 
' particular moment. ^ 

. ^ (May, 1972) 



6. Phone Patrons 

* Desk patrons take precede ace overlphone patrons. If things are 
too busy, the librarian should: | 

1. Take the request, name and number, and telephone h/ck. 

If ^ 

2. Ask the phone patron to call back. 

3. Ask the patron to hold. | ^ 

Long distance phone calls, naturally, should be treat/d differently, 
based on the judgment of the librarian and the circuyn stance^ at 
the time. ' ^ • , 

/ 

Collect phone calls cannot be accepted. / 

/ / 

Questions ^ / / 

/• . / 

It is very important that the librarian understand the question 
which is being asked} lano^^g^ difficultieb% improper use of terms, 
etc., contribute to the diuiculty in unde^t^ standing a question. 
Often it is helpful to have the patron write out his question. * 

A. Meanings, Spellings, Quotation's, etc. 

Even though the librarian may know "the answer to these ki^ds of 
questions, it is usually safer to verify the^nswer in a source. 

B. Law, Medicine, Consumer Ratings, Nutrien t Content. 

Answers to these questions should be read from their sources, with 
the titles and pages given. 

C. Advice, Interpretations, Recommendations. 

Advice may be given on SHchutems as encyclopedias and dictic > aries.' 
AdvVce on law, medicine, etcSy should not be given, with the,, statement ' 
added, *'l'm not competent to provide such information. • « ^ * 

By the same token, interpretations of subject inatter, rules, laws, 
and explanations of college admissions policies, etc., ^cannot be ' 
provided hy this department. The librarian must refer the question 
to the proper office. 

f' 

If a student is seeking a recommendation on books for a certain course, 
it IS best to refer him to his professor; we are unable to judge the 
content oi a particular coarse. 

We interpret'the card catalog and the collection, but we are responsible fo 
ordering for our divisioA, only. The library'^s collection igen,eri\lly backs 
the curriculum and research, but it cannot necessarily supply hobby and * 
personal interest materials. If a patron wants a certain subject to be 
considered, he must be referred to the subject division librarian or head 
acquisition librarian. 

^ 4J 



i 



D. Genecilogy. 



Reference librarians are not expected to do research in genealogy. 
A patron should be encouraged to come to the library to do hi,s own 
searching. Librarians can give limited assistance, pointing out 
our genealogy guicte books. Patrons who do not know how to do 
research should be referred to the Oregon Genealogical Society 
^ or to the Willamette Branch Library. 
, ) 

fe. Bibliographic Information. ^ 

Requests asking if the library has a particular title may be answered, 
although we should not be expected to look up an excessive number of 
titles in the catalog. We do not have to go to the shelves to see 
if a book is there; however, we may give the patron thfe call number ^ 
so that he can call the Circulation Desk. 

I 

f Bibliographic information should be verified in a standard source 
before a patron is told we do not have A certain work. When it 
seems possible, the patron should be asked to verify, with^guidance 
from the •librarian* The librarian must use his judgment to- decide 
whether verification would be wise. If, the information is not 
- supplied, the answer should be, ''Using the information you have 
supplied, the library does not seem to have this work. Are you 
sure of your citation?*^ • 

Completion of the question. 4 . , 

It is assumed that the correct information will be provided the patron. 
If the librarian is unable to find Ihe information, he should seek 
the assistance of his fellow AvoAers who may have had some e;xpe^ience 
in the particular area. Refer rSn^ the question to a particular 
. subject specialist in the" library^ sliould not be regarded as an indication 
:::--^ df\ incompetence., ' ^. \ "-A ' 

\ > j \' ' ' 

.If theVpatron is to .return later for his^information, the information 
/should be left an the cUpbo^r^dr^Sas^^sk with clear instructions 
"-;^'j0^it. Any unanswered questions might also be left on the clip- ' 
-board for help from othet: 4ibjr,ayians. 

V.\ t>esk Work. ' ' , , 



1 The librarian may, and* should do Work while on desk duty, but never 
[to the detriment of the main service the desk. Such activities 
can include: 

A. Special assigned resppnsibilitij^s. , - 

B. Acquaintance with new acquisitions. ' 

C. Reviewing for selecXion.^, 

D. Reading and reviewi|ig> the; reference collection. 
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VI. Correspondence - 

We try to answer all written requests; immediate desk duties take 
precedence; If enough information is supplied, we will obtain an 
obituary from our ;iew$papers. Genelalogical searches are not made. 

VII. Identification Requirements and Policy Statements. 4 

It is necessary for anyone who checks- out a book from our desk to, show 
his identification card. ' It is best to explain this policy, along with 
other library policies with a positive^ ^rather than negative statement. 



Vni. Attitudes. . 

S * » 

A. Towards patrons j maintaining an attitude of understanding and help- 
fulness is important. The person at the desk ie often the initial link 
betweeii the university community and the library: over one million 
voltmies and 150 employees may be judged by one's public relations 
ability. It is important, therefore,* that tensions from innumjerable 
questions, ringing phones, and other pressures not be reflected. in the 
transaction. Added to this: . 

1. No defensive Reactions. ^ 
K 2.. A sense of hi/mor. 

3. A lack of priggishness, prudishness and self-righteousness. 

Always be prepared to go with the patron to the catalog; do not assume that 
he knows how to look up the item you*ve suggested he look up. 

. • p 

B. Towards co-worlcers - cooperation witli, and coihmunication^between 
fellqw staff members is a vital part of successful reference ^servioe. 

•ned or 
le should 



/ 

/ 




Never imply a patron that personnel at another desk are incompetent. 

Try to keep'noise at a rfunlmum; personal conversations and phone calU 
should be Xept at a minimum, also. Personal calls should be made on the 
inside phones. 



(January, 1973) 
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Not.es from,intbrview with chairman^^ General Reference Division, 
relating to Developmental Guidelines for Reference Service. 



1.0 Services 

, ~ — T ' " ' 

1.2 The se/rvice code is in the Staff Manual. Users may have access to 
it, but they must know that it is thore. We €l<y not post the code 
publicly since we feel that there is no purpose in publishing it fot* 
the general public. It is not mentioned in the film on the use of the libraryl 

1. 3 The staff meetings are frequent. It has been two years since we have 
had. an overall review. Last year when we extended service to 
handicapped persons, we made a thorough sUrvey of their needs* 
We try to get the material they need and have it ready for them to 
pick up at, the desk* 

We have no regularly scheduled review of service. 

A nonuser survey for all the library would be helpful, but has more ' 
use for the public library. Teaching methods p-elate more to use 
of an academic library. 

1.4 We gel no feedback other than i\ie general suggestion box. 



{other points under service could be observed by the surveyors* The ' 
Reference Division conducts a service bourse in the use of the library. 
Lib. 127. It conducts tours of the library and is responsible for the signs 
leading patrons to the GRD. Bibliographical guides developed by the. 
staff include the Oregonian index and the Emerald index. The Policy 
Statement of the GklJ rel ites to referrals and vooperation among co-workersj 

2. 0 Resources , . 

2. 1 The whole staff joins in selaction of matcriaM^. The Main Library fiap 
canons of selection by which the reference division abides. 

3. 0 Environment . ^ • * . * 

friie chairman was not interviewed on this aspect of the service. The 
surveyors note that the GRD is located opposite the card catalog for all the 
libraries, and is near the main entrance to the library. Carrels are pro- / 
vided close by. Since the U.\^£jCte^egon is a divisional library, the subject 
divisions -serve as other points of service for library usersj 

4. & Perspnnel f 

4. 1 aaffing patterns and hours do reflect somewhat the way students study. 
If a need for another person is perceived, we tr^ to fill it. &mday 
afternoons is, the only time when , we are sfiorthanded. We fill this slot 
on a rotation basis now. To staff double on the weekends would require 
another staff member. 

4t2 A professional librarian is on duty all hours the library im open, except 
for extended hours during finals weekend each term. 
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5« 0 j CvaluaCion 



5» 1 The staff collects nc user data« * 

5.2 ^^o one, staff member is assigned the responsibility for measurement 
. c,nd evaluation of reference service. 

5. 3 l|he *sta& does keep statistics but does not use most of them. The 

statistics kept include the number, of questions answered, the number 
of searctes of 15 minutes or more* and the number of books retrieved 
4rom be^nd the desk* Most of the statistics are not useful because 
tjhey are too subjective. Staff members will forget to note the number- 
of^<)uestions when we are busiest, etc. The number of searches 
Conducted is sometimes a valuable statistic. 

We can depejid on a subjective appraisal of a particular source's 
^e. The same is true for minor changes in staffing patterns* Howevi 
^or rethinking staffing patterns, we keep statistics for awhile» make 
the changes, and drop the statistics . We did this a few years ago. - 
C^ur gently we are keeping statistics on how many i^uestions we get on 
finding t^ie call number of a boolc on th& cat alog ckrd. (Surveyor* s 
note: A recent library policy is to drop the typing in of the call 
number on the upper left-hand corner of the catalog card. ) 
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INTRODUCTION 



The emergence of entirely new and sophisticated information retrieval 
systems has required rethinking of established concepts ahd methods 
of reference and information services. The institutional framewark 
for those services becomes less important than the delivei^mof services 
of high quality. In addition^ the increasing diversity of the^«Br, 
population^ requires a change in the traditional modes of the tfteilvery 
of infor^nation services, particularly in relation to cooperativ^ 
endeavors and networking arrangements where back-up levels of 
information resource capajbiliiy are provided. \, 

" ^ i 

The librarian/infornjation specialiirt must be the intermediary or the 
negotiator for unlockiiig these multifarious info rmation're sources,* 
This responsibility places the concept of good service on the ability 
of the librariart/information specialist to be an effective facilitator 
pi this transaction. In-all transactions the librarian/information ^ 
specialist must be impartial and non- judgmental. 

It is recognized that service"* str a teg ies neecf to be designed that are 
itiore arophtsticated and sensitive:to the cbmplex user patterns never 
known to our profession before. The guidelines for services reflect 
a suggested level of performance in rtleeting the needs of us-ers in 
those institutions and agencies which need practical methods of 
procedure and self- evaluation for\the delivery of information services. 

The guidelines are directed to all those who, have any responsihility 
for providing reference and inforniation services, including the 
reference or information specialist, supervisors or department heads, 
administrators,' educators, and trustees. In providing services, they 
shall consider the needs and inter^^sts of all users, including 
children, young adults, adults, people who do nbt come to a library/ * 
•information center, and potential clients. 



31 



vvi 



f 



* Cr9 

SCOPE 

Providing reference services in a library or information center should be 
recognized as. a critical responsibility in meeting-th^ information ne^ds of ' 
users and prospective users. It should be organized to provide, as 
appropriate, tfor the coordinated access to the information resources existing 
within an area or a given field of endeavor, 

Snce all functions of a library orlinformationxenter Ishould be viewed, in 
ultimate terms, as facili^Hng the transfer of information,. -the 
distinguishing feature of reference services is that it specifically ensures 
the optimum uses of inforrrjation resources through substantive interaction 
with the users on direct'iin^Cindirect levels cited below, 

■ . ' ^ 
-A* Reference or information services consist of personal assistance 
provifled to users in pursuit of inforriiation. The character and extent 
of such services will vary with the Rtnd of library or information center, 
with the-user the institution is designed to serve, with the skill, 
competence, and professional training of the librarian/information 
^ specialist providing the service, and with the resources available both 
inside and outside the institutional framework to which the user has comeJ 
This service^may range from answering lan apparently simple query *to 
supplying information based on a bililiographical search combining the 
iibrarian/information specialist's competence in information-*fiandling 
techniques with competence in Jhe. subject of inquiry, Jhe.f^kture of 
information service, irrespective of^ts level or itp intensity, Ts to 
provide an end-product in terms of informatibri sought by the user. ' 

S« Formal and informal insfrUction in the use of the library or-informatip 
* "^<^gr^nd its resources may range from the explanation of the use of the 
bibliographical aids <e. g, , catalogs, information data bases, traditiomil 
reference M^rks) to more formal assistance through interpretative tours 
and lectures designed to provide guidance and direction in the pursuit of. 
information, rather than providijig tji^ information itself to u^rs, * 

^ ^ C, Indirect reference service reflects user access*^ to £t wide range of 

informational sources Ce,g,, bibliographies, indexes, information data . 
bases) and may^ije the extension of the library's information service 
potential thi#ugh cooperation with other library or information centers, i 
This type of service recognizes the key role of interlibrary and interagency 
cooperation to provide adequate information service to users, - ' 



^ 1 \ 

The term information center in this document includes any service point 
from which a user or prospective user may seek information of any level or type 
through direct or electronic means. Information services is a term used in the 
guidelines to include all traditional reference and, information services and ' 
to be the broadest term possible, ^ 1 ^ 
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DEVELOPMENTAL GUIDELINES 



I. 0 Services 

U 1 Reference or information services are to be developed not only to meet 
user needs ancl to improve present services but to anticipate user needs 
and demands, ' * . 

1.2 A published service' code with stated objectives is to be used to carry- 
out information services and is to be available to all users. The cpde 
is to detail the circumstances \mder which services and resources are 
to be offered, the extent to which they are to be provided, any limitation 
on their provision, and to whom and by whom such services are to be 
provided. (See Appendix A for a d^ample draft outline.) 

1.3 Reference or information services are to be reviewed at regular intervals 
to identify those individuals who are a'nd are not being served and to 
determine how individuals not utilizing such services can be reached. 

1.4 Provision is to be made for ^continuous feedback from users concerning 
their satisfaction with services and success in locating information.. ^ 

1. 5 ^ specific plan for the instruction of individuals in the use of 

information aids is to be developed and coordinated among all types of 
libraries, information centers or units of library activity. 

1.6 Bibliographical and other informati©;ial access guides are to be developed 
by librarians/information specialists as an active! "alert" service 

'^ ^signifying the potential of the information resource base available, to 
users, , * * , 

1.7 Acj:ess to reference or information services is to be promoted and provided 
in adaptable settings, including person-to-person contact, . * 
correspondence, and/or through other cbmmunication media. > 

♦ ' ' ' . * ' 

1.8 Formal cooperation among other information handling units, centers or 
. agencies at local, regional, State, and national levels is essential to 

provide for the ^eds of all users^and potential users. 

1. 9 Referrals to other ^sources and agencies^ are tp be a^staridard level of 

information service operation. The effectiveness of these referrals 
shoiild be evaluated at selected intervals to determine the effectiveness 
pf the delivery service and the quality of the response to the user. 

2. 0 Resources ^ • . 

2. 1 A selection policy is to be developed which addressesjthe needs and ^ 
anticipated needs of the user and reflects the availabli resources to 
the user within an accessible area. Consideration should be given to a 
cooperative selection policy Within a given service area. 
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Materials are to be added which reflect a diversity in format, levels of 
- Information service activity (e.g., general info rmatioa service, resource 
back-up and research capability), and known user patterns of thfe past. 

* * 

2^ 3 Frequently, used nriat^rials are to be available in multiple copies in 

order to address use^r demands more quickly. ' ^ 

2,4 All- information materials are to be examined regularly for condition, 
usefulness and currency, and either retained, discarded or replaced. 

3.0 Environment ' ' 

*^ 

^1 The., importance of information services requires that service points be as 
near as possible to the main focal point of activity in the library or 
information center. In some instances, this >^ill be ^ear the main^ 
entrance. \ . ^ 

3.2 The reference or information collection should be siturfted so that it is ^ 
. near aaopen area where access allows for quick and effective' service! 

3.3 Individual carrels or other provisions for quiet concentrated study are 
to be available for users of the reference or information collection^ 

^3,4 The main reference or information area is to be sitnsfted so that the 

necessary conversation between library users and librarians/information/ 
' speciaTi^s is not disturbing t6 others, 

3. 5 Additional service points are^to ,be located so that access to librarians/ 
information specialists is available throughout the library with 
communication equipment and techniques provided wt^en appropriate. 



4. f) Personnel 



4. 1 Staffing patterns and hour« open are to reflect directty the needs of the 
users. 

4.2 A professional librarian/information specialist should be available to . 
users during all hours the library is open. 

4.3 The reference or information staff is to promote actively the use of 
all library services^ This should be done by whatever means ard 
appropriate to the institutional setting, e.g. , canvassing a public 

/ library area to offer assistance. 

4.4 When staff size permits, individual librarians/information specialists 
should have training in specific subject fields. 

4. 5 Staff members are to be chosen with consideration given not only to their 
academic background and knowledge, but also to their ability to • ^ 
communicate easily with people. 
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4. 6 Continuing- education of the libi^arian/lr^formation specialist is basic to 

]^€tfessional growth and is the responsibility of the individual, the 
institution, and the policy #iaking body of the institution, 

5* 0 Evaluation* * i ^ ^ 

; — ' I 

5. 1 User kata are to be collected on% regularXbasis to determine . ' 
^ effectiveness of infprmation service pattefns.i^This implies the '\ 

budgeting for such analysis through user surveys, iand other analytic 
measures. , ' ^ 

The measurement and. evaluation o£ reference or information services' 
should be the responsibility of ^ne 0£ more staff members >with some 
skills in this field. . ' * 

5.3 Statistics are to be collected on a systematic basis for use, in 

evaluation, policy decision, reports, ard in budge't. preparation. 
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DRAFT OUTLINE OF INFORMATION 
SERVICE POLICY MANUAL 

!• Introduction 

A, Nature -of Information Service 
' ^ B# Statement of objectivers 

C. Purpose of the policy manual 

Y. Guidance ^ ^ 

2. Standards . ' ' 

11* TypeTS^of Service 

General Statement 
• B. List of Services 

'1. Information Service at Desk . ^ 

a. ^ Information service - answers to specific ■ 
questions, statistics, biographies, etc, 
' * b. Instruction I ':V use of /the library - 
. ' how to u-se the . ' catalog, periodical 

^indexes, bibliographies, services, etc* 

c. Bibliographic verification of-Hems in the 
library or not in the library - \pcluding 

N assistance in obtaining items by purchase, 

copy or loan pf items not in the collection. * 

d. Instruction in methodology and bibliography. 
^How to dp a liteirature search, how to 

bibliographically cite a publi<iation or article. ' 

e. Assistance in locating library material.^ 

2. Interlibrary service 
a. Borrowing; 

b^ Lending 

c. Answering inquiries froifn other libraries 

3. Biblioj^raphic Service 
a* Bibliographies 

^ b. Demand bibliographies 

c. Current awareness services 

4. Correspondence * answering inquiries from individual^' 
' 5. Document Service 

6. Orientation and Instructional Services 

III. Library Users ' *' 

A. General Statement 

B. Categories of Users 

IV. Priorities 

V. Desk Service Policies and Instructions 
A. General Guidelines for Desk Duty 

1. Nature and extent of responsibilities 

2. Guidelines for handling ipquiries 

a. Gene ral inquirie s 

b. Problem inquiries 

3. Behavior and attitudes 

a. Approachability 

b. Mobility 

4. Recording statistics and questions ' ^ 

5. Reporting p? blems 



XXI 



ERIC 

hiiiinniiinrfTiama 



C-14 

t 

B. General instructions for Information Assistants on Desk 
Duties (Limitations concerning re sponsibilitie s outlined 
in Section I). < 

C. Telephone 

U Incoming Calls 
- a.' General guidelines 

(Time involved in answering phone, 

priority to user in building, etc.) ^ 
b. Paging patrons 
* * €• Checking public catalog 

d. Circulation inquiries (checking shelf 
for material) 

e. General library information (swit<;h-board function) 
; ' ' f. Personal calls 

g. Emergency and nuisance calls 
2. Outgoing calls <, * 

a« General guidelines for making calls - \ 

b. Patron xiBe of-the^telepiigiie ^ 

c. Personal calls ^ 

D. Circulation functions of Information Staff 

1. Reference books and other restricted materials 
a« Reference collection 

!>• Stack Reference 
c. Archives 

2. Authorizing extended loans of periodicals 

3, Documents ♦ 
^4, Vertical file . 

5. Microforms 

6. Unprocessed materials * ' 
ET. Responsibility for service at nights on weekend, and 

S during skeleton coverage 

^ 1. Public Service areas 

2. Closed area , * . 

F. Inquiries for **In Process" materials y 

G, Referrals , 

1. Information 

2. Other libraries and services^ 
"Special lnformation Collections^' 

1. Document ' / 

2. Microforms ^ 
Archives ^, 

4, Vertical file 
I. Card, catalog service 

1. Inquiries 

2. Surveillance of user at catalog 
J. Questions for exams, ^ quizzes, puzzles 
K. Genealogical questions 

VI. " Interlibrary Loan Service 
VII. Bibliographx J Services 

A. J^Lefererice initiated 

B. User s^ request^ 

1. ' Individuals 

2. Cour^ses 

3. Administrative staff 

C. Current awarei^iess services 

xxii 
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VIIL • Infoirmation Correspondence 
A,"* Incoming 

r 1. Gener.d Inform'ation 

_2, Bibliographical information (holdings) 
'\ . 3, Surveys 
\ B, Outgoing ' 

1. Preparation and review of replies 

2, Letters of introduction 
'IX. Document services 

X, Orientation and Instructional^Se^j^Yice s 
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SUMMARY OF SURVEY RESULTS 
QUESTIONNAIRE 



1. I am (Check oie) * 4. I have attended schou (grade school, 

high school, vocation. 1 school, and 

U of O Freshnran ^ college) for a total of (Check one) 
U of O Sopbonnore 13 

U of O Junior 0-12 years 11 

y of O Senior 30 • 13« 16 years 

U of O Grad Student 44 ^ 17-20 years "57 

21-24 years "T 

U of O Faculty 4 25+ years 9 

U of O Staff 3 ^ 

Non UO Stude t 13^ '^^^ I am (Check one) 

Non UO Facul y 0 ^ 

Town Patron IT U.S. citizen 158 

Other . _1 Other 

ii* My major is (See Appendix E. ) 

" , K 6. My year of birth is. Tabulated as ' 

3. I a:n (Check one) male; 83 ages as follows: 

female 80^ 

Ag<j Number responding 

17-24 95 

25-30 ^ 42 ' . 

31-40 "19 

41-50 4 



7. -Is this the first time that you have consulted the General Reference 
Desk? ' no 141 

yes - 23 
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If yes, what directed you to consult it today? (Check all that apply. ) 

I read the signs above the desk. . ' 6 

I saw the* staff behind the desk. 5~ 

I saw people in line at the de sk. 2 

I knew <ibout it before but never needed it. ^0 

It seemed like a' good place to start. 10 

Other ~T ^ 

8. What was yoi r question or request? (Check one) 

Requested book from behind desk. 37 

Information on a subject.^ 29 

Location, oi* a specific book. . 54 

Location o: a facility in the library. 23 

Other TS^ 
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a. What was the substance of your request? 

request ^ book 6l 
informatior on catalog card T 
reference c.ue^ion 
library policy quH^stioifi 
return/borrow pencil ^ 



. What did the librarian do in response to your question? 

(Check all answers that apply) , 

Retrieved material from behind desk. 46 

Told you where to look. * 75 

Went with you to the sou5rce. "TT 

Showed you how to find the answer. "TS" 

Found thp ii/iswer for you. "31" 

Referred you to another person or place. ^T* / 
Explained library policy. 7" / 

Other gj^' 

K ' Would you be able to answer a similar question for yourself next tiwle ? 

yes 17 ' . 

' no Tzr 

undecided - 14 / . 

If no or undecided, why? ,^heck all answers that apply) 

I would not k n o w where to loo)\\ * 9 . 

^ I did not learn how to use the sourc^e{s; consulted. "O^^ 



Vll ne^ver have another quest ion l^e it. T 
The search was too comp^licated. * ""T 



Finding the answer^was just a,lucky break. "Hf 
I might 'for'^et how to find the/answer. ~Z~ 
Other / "XT 



1. Dixd the libr.-.rian undei stand your question? yes 161 

^ no 2 

. My question was answered to my (Circle the most appropriate , i 
number on the scale below) 

complete satisfaction 5 4 3 2 1 complete dissatisfaction 
5 ^ 131; 4 = 21; 3 ^ 10; 2 = 0; 1 = 2 

. Would you return to the General Reference Desk for information in the futu 

yes (If yes, check here & answer only below) 159 
no (If no, check here & answer only '*b*' below) 5^ 
undecided (If undecided, ch(?ck here & answer only *'c^') I 
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13. Why wo Id you return? (Check all ariswers that apply) 

My ques ion wa$ answered. 1 19 

It was a pleasant experienced ' 48 

It's the only place I know to go. 44 

Other Zb 

\ 

Why would you not return? (Check all ansAvers that apply) 
The library does not have what I need. 0 
My question was not answered. 0 
It was an unpleasant experience. . 0' 
- Other „ 1 
** ' ' ' 

c. Why are you undecided about returring to the General Reference 
Desk in the future with your questions? (No respondents) 

14* What w*is your general mood before you c^m^ to the library? 
(Circle the most appropriate number on the scale below) 

good 5 4 3 2 1 bad , 
5 = 44; 4 = 46; 3 ^ 55; 2 = lOr 1 = 6. 

15. How was your mood changed as a result of your experience at the 
General Reference Desk? (Check one) 

for the Ibetter lOT 
for the 'worse 8 
not at all 46 

16. Did you have to wait in line for help? 

135 n o 

Z9 ^yes. How long? 1 to 5 min. How many were ahe^'d of you? 1 to 5 

17. Have you heard of the follpwing services offered by the General Jleference 
Division? (Check on the left those you know of, andchetk on the ^ight 
those you use or have used at least once) 

/' 

^ Know of: ^ Use: 

35 telephone reference service 18 

42 Oregonian index 15 

49 telephone directories (U.S. & foreign) , 42 

54 college catalogs (U. S. & foreign) ' ^ * 61 

18. Any comments you,Would like to make concerning the reference service 
received today would be welcome on the back of this sheet. 

Few comments. One positive to.,rcft;rence service; one*, negative. 
Others did not pertain to reference service. 
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SUMMARY OF SURVEY RESULTS 
OBSERVATION CHECKLIST 



149 



M 



35 26 



1 

183 '> 28 ' 30 



W 



Per cent 

1 ■- 



T 



I Activity oh at! r\ ud 



37 23 16 ! 12 



44. 9% of 332 



32 54 30 



55.1% of 332 



195 


37 . 27 


45 45 , 30 11 ■ 62.3% of 313 \ 


,118 


21 


22 


24 27- j 14 .10 37.7% of 313' 


123 


32 


25 


25 ! 1-8' J "9 14 39.3% of 313^ 


86 


22 


20 


20 ! 13 6 5 27.5% of 313 j 


18 


3 




4 0 1 4 . 5; 8% of 313 - ' 


23 ; 


7 




1 i 8 ' 1 5 ' 7: 3% of 313 ; 


. , 68 


10 


. 1 


^ ; i ~ 

15 ' 18 ; iO ■ 4 , 20. 5% of 332 ; 

1 , 1 -j 


14 


3 


' ■ 


1 1 4 1 4 ? 1 j 4.2% of 332 i 


24 


3 


5 


2 j 8 ' 4 ' 2 ! 7.^,-/0 of 332 

1 — : — ' — ;^ — i r- ' ' 


59 


9 


5 


J2 1 J4 ^5 !l4 • ■ i 

j ^ 4 j : i 


30 


. 1 


2 


10 i 6 , 1 ilO i 
-f i \ 1 "i 


12.9 


28 


16 


24 ; 36 18 ; 7 1 38. 9% of 332 | 


79 


17 


6 ■ 


19 125 ; 9 13 j 23.8% of 332 | 


46 


5 


14 


8 ' 8 


5 j 13.9% of 332 1 


^ 

85 


16 


15 


18 


» 

19 t 12 


5 i 25. 6% of 332! 


! 36 


4 


6 


3 


14 ' 5 
- . — 


4 ! 11. 5% of 313 , 


i 16 


4 


3 


4 


2 i 2 


i : 
1 ; 4. 9% of 329 1 


: 313 


58 


49 


69 


^1 — ' 

72 . 1 44 


i ..j 

21 1 95.1% of 329] 



Appears rcft*rem c question. 
Appears diret tional question. 
Staff initiates encouJiter. 
P itron initiates encounter. 
Patron wait 

Because others in line. 
Because staff away from dfesk. 
Because sKiff busy. 
Staff relrit^ves book bc^iind det^k* 
Staff rcWioves ot!ier material. 
Staff constilts book for patron. 
Telephone rings. 
Staff makes plionc c lU 
Dir<'<*ts verbally to location 
Gestures ta location. 
Involves Crtrd catalot^. 
Staff uoes with patr^on* 
Patron returns after initi.il he* ' 
Number of people missed by staff. 
Total encounters bv week k dt-" 



Conditions: 

Simday, 3-5p.m. I professional, 1 student on duty, fairly busy. • 
Monday, 6-8 p.m. 1 professional, 1 student on duty; routine. 
Tuesday, 10-12 a.m. 3 professionals, 3 students,^ alternating, normal. 
Wednesday, 1-3 p.m. 2 professionals, 1 intern on duty. busy. ^ 
Thursday, 8-10 p.m. 1 professional, 1 intern on duty, business brisk. 
Friday, 8 - 10 a.m.' 1 professional the first hour; 1 professional, 1 student the 

second hour, slow except for 1 spurt of activity. 
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. SUMMARY OF SURVEY RESULTS ' 
INTERVIEW FOLLOWING OBSERVATION 

I. What interesting thing happened at the reference desk over the last ho ir 
or two? 

"Patron who had earlier ordered extensive research called to try to 

get another librarian to work on the same problem. " 

''User had a problem of alegal nature - very interesting, but he 

needed a lawyer and not a librarian. _ 

"An unexpejCted tour of students arirrived. " 

VThe^hole thing.- not all dulJ questions." 

of the interviews yielded no comments.] 

la. Was it also the most important thing you did during that time? 
Why or why not?* 

No 3 

Yes "T^ - 

/ " No answer ET 

Did you feel that it was busier or slower than usual? Do you know why? 
"Brisk * end of term periodical index use. '* 
"Normal - early morning is not a busy time. " 

{ Most of the stuff said it was norm«il.| 

3. ^Did ypu encounter any difficulties? 

"Trying to keep up with one patron's research question and 49 (count 'em ') 
telephone calls simultaneously during a spurt of business. " 
"Couldn't find information on a little know^i author." 
"Town patron needed more help than staff realized. " 

"Looking for beer, wine, soda pop consumption statistics for Oregon. It 
was in the'Oregon Collection." 

"The level of service required by the users was not one that stimulated me - 
nearly all were of ready reference* type. " 

"Yes, guy to take pictures, someone wanted to get into the Catalog Departme nt 
and several questions of library policy. '* * 

3a. What factors made more effective or less effective your work? 
'^Not enough hands, feet, /nouths, and brains." 

"Staff ill." ^ 
"Pressure of appointment coming up. " 

yi was not very sharp from having waked at 4:00 a. m. Needed a sleep, 
break rather than a coffee break." 

"The haste with which some questions needed to be answered. " 

4. Any comments you would like to make. 

declined to make any further comments. 
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COMPARISON OF REFERENCE USERS 
TO UNIVERSITY POPULATION 



/ 



BY^ATUS (N=133) 
Freshmen 
Sophomo' :s 
Juniors 
Seniors ^ 
%>ecial 

Graduate students 



Library -Reference Survey 
N = 167 



Number 



17 
13 
29 
30 

44 



Per cent 



12.8 
9.8 
21.8 
22.5 

33. 1 



University Population' 
N = 14, 922 . \ 



Number 



24 4 
24 0 
2856 

35^7 
98 
35 j7 



Per cent 



16.2 
16. 3 
19. 1 
23.8 
.7 
23.9 



\ 



BY SEX (N=163) 

Male 83 

Female 80 

/ 

BY CITIZENSHIP (N=161) 

^U.S. 158 

^ Other . 3 

• 

BY MA JOR (N=135) 

Art, Architecture 11 

Business Ad. 9 

Education 14 

, Health, Rec, P. E. 9 

* Liberl^ Arts 10 

Literature & L^ng. 16 

Social Sciences 31 

Sciences 6 

CSPA 5 

Journalism ' 8 

Library Science " 8 

Music 6 

Law , 0 

Interdisciplinary, 2 



50.9 8724 58.5 

49.1 6198 41.5 



98. 1 14257 95.-5 

}.8 665 • 4.5' 

8.1 ' 1544 10.0 

6.7 1782 12.0 

10.4 1421 9.0 

6^ 7 982 6. 0 

7.4 2310 15.0 

11.9 1044 f 7.0 

23.0 1137 8.0 

^.4 2638 18.0 

3.7 394 3.0 

5.9 692 4.0 

5.9 101 LO 

4.4 373 3.0- 

0.0 441 3.0 ' 

1.4 163 1.0 



« 

. Liberal Arts includes general undeclared. 

Source for University Population : A Profile of Students at the University of 
Oregon, spring term 1975, fourth week. . Student Characteristics, Course 
Enrollments. Rejiorted by the Office of the Registrar. 71p. 
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